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QUESTION 1  
Draw a diagram indicating the relationship between problem management, change management 
and request management.  Make use of an example to discuss and describe these relationships. 
 [9] 
 
QUESTION 2  
Strategic security is fundamental to any organization. Draw a model which illustrates how strategic 
security can be achieved within an organization. Make use of an example to discuss and describe 
the model. 
  [12] 
 
QUESTION 3  
Discuss the elements of availability and performance and tuning within the context of network 
management. Part of your discussion should include the interaction with other systems 
management processes.  Make use of a table to substantiate your answer. 
[12] 
 
QUESTION 4  
Configuration management is the least appealing process but it is also one the most necessary 
processes.  Design and describe in detail a process that can be used, within the IT division that 
ensures high quality configuration management. 
 [12] 
 
QUESTION 5  
Strategic Security is influenced by three other service management processes.  Identify these three 
processes and indicate whether these processes are tactical, strategic or both.  Make use of a 
diagram as well as an appropriate example to illustrate the influence of the 3 identified processes on 
Strategic Security. 
 [9] 
 
QUESTION 6  
Ten nightmare incidents has been identified involving disaster recovery. Devise a plan for each of 
these 10 incidents ensuring that your organisation are prepared for a disaster and can recover from a 
disaster. 
 [20] 
 
QUESTION 7  
Create a re-usable process to evaluate and improve the physical environment in which critical 
equipment are housed. 
 [10] 
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QUESTION 8  
Capacity planning is a process to predict the types, quantities and timing of critical resource 
capacities.  Four key elements are involved that underscore this definition.  Table 1 marries the key 
elements with the necessary steps needed to develop an effective capacity planning process. 
 
 The type of 
resource capacities 
required 
The size or 
quantities of the 
resource in question 
The exact timing of 
when the additional 
capacity is needed 
Decisions about 
capacity that are 
based on sound, 
thorough forecasts 
of anticipated 
workload demands 
Identify the key 
resources to be 
measured 
    
Measure the 
utilizations or 
performance of the 
resources 
    
Compare 
utilisations to 
maximum 
capacities 
    
Collect workload 
forecasts from 
developers and 
users 
    
Transform 
workload forecasts 
into IT resource 
requirements 
    
Map requirements 
onto existing 
applications 
    
Predict when the 
shop will be out of 
capacity 
    
Update forecasts 
and utilisations 
    
 
Complete the table explaining which step has an impact on which of the four key elements.  Each 
step might have an impact on one or more element(s). 
[16] 
 
[100] 
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